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BCBSF wins Metro-Dade account 
Dade County, the largest county in the state, has signed a four-year contract with BCBSF that will transition its 
county workers into a managed care product. The product 
will be offered to more than 28,000 county employees. Sixteen 
thousand employees are expected to select the new plan, 
and enrollment could potentially exceed 30,000 members 
when considering eligible family members. 
This account, which represents an approximate 20 
percent growth in business in the Southern Region, is one of 
the most significant accounts BCBSF has attained in the 
past five years. One instrumental factor in the success­
system. Metro-Dade also wanted to give employees the 
option of going outside the HMO network and seeing the 
physicians they wanted. To explore this option, Metro-Dade 
issued a request for information (RFI) and then a request for 
proposals (RFP). 
"We had targeted Metro-Dade as a potential account 
three years earlier and had already implemented strate­
gies - such as contributing to the community and making 
our presence known - to put us in a better position to 
compete for the account," says Nick Stam, vice president 
ful acquisition of this account was the corporate­
regional team approach used for both contract 
negotiations and implementation. +., 
of the Southern Region. "So we were 
ready to pursue the opportunity Metro­
Dade presented." 
A small corporate-regional core group 
of eight people was formed to evaluate 
our resources and our ability to meet 
"Corporate and regional staff members worked 
hand-in-hand throughout this long and rigorous process," 
says Nick-Stam, vice presia:ent oithe�Sofilnern Region. 
"This achievement is a major victory for the Southern 
Bfue�eross I\7fetro=BmteJ_s-rre-eds. The group dedd·ed 
Blue Shield that the company should aggressively Region and for the entire 
company as well." 
of Florida 1-f compete for the account. 
Jr,.�.-, 
"We felt tills was an opportunity 
Metro-Dade selects 
POS product 
The Metro-Dade group will 
use a Point of Service (POS) 
HMO product similar to Elect Care with an out-of­
network feature. The plan provides higher benefits when 
care is coordinated by a primary care physician (PCP) 
using the Health Options network. Members can also go 
out-of-network and receive care from any provider but 
will pay a $200 deductible and 20 percent co-insurance 
for that option. When looking for out-of-network 
providers, members are encouraged to choose providers 
from our traditional network so they can take advantage 
of our negotiated rates for lower out-of-pocket costs and 
streamlined administrative procedures. 
In keeping with our customer-focused philosophy, 
custom-designed information materials are being prepared 
and more than 250 enrollment meetings are being planned 
to educate Metro-Dade employees about their new program. 
Since more than 51 percent of county residents and a 
significant number of county employees speak two 
languages (English and Spanish), we developed several 
unique, bilingual customer services features including: 
■ a toll-free dedicated customer-service line; 
■ local customer service and claims processing; 
■ a tele-orientation process that involves calling 
customers at home to review their benefits and 
answer their questions; and 
■ educational materials, provider directories and 
promotional materials. 
Corporate-regional teams developed 
For the past 15 years, Metro-Dade contracted with 
Metropolitan Life for a traditional indemnity insurance 
plan. However, after surveying its employees and looking 
at its health care costs, Metro-Dade decided to transition to 
a managed care Point of Service HMO product that included 
the intervention of a primary care physician and provided 
incentives to employees to use the managed care delivery 
'7 t that doesn't present itself too often," 
� � says Stam. "We also believed the 
0. � 3 I account was essential to our market-
� ing goal of achieving 25 percent � .. A market penetration." 
� U � The core group was then expanded to about 15 people - representing a 
number of areas throughout the company- who worked 
on the RFP. As part of the process, Metro-Dade represen-
tatives made site visits to Miami and Jacksonville. In 
addition, BCBSF team members made presentations to 
the POS Evaluation and Selection Committee, which, 
along with the county manager, made recommendations 
to the Dade County Board of Commissioners on the bids 
for the contract. Once we were granted the right to 
negotiate a contract, we developed an account manage­
ment team with two tracks: a negotiation track and an 
implementation track. 
"Multi-disciplinary teams of BCBSF employees rallied 
together to acquire, implement and service this account," 
says Bill Reed, vice president of Corporate Accounts 
Marketing, and member of the core group and negotiation 
team. "This corporate-regional cooperation was another 
successful example of the teamwork that is crucial in 
winning contracts of this size and complexity." 
continued on page 2 
"Corporate and regional staff 
members worked hand-in-hand 
throughout this long and rigorous 
process. This achievement is a major 
victory for the Southern Region and 
for the entire company as well." 
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BCBSF / Metro-Dade 
Reasons for success 
Competition for the Metro-Dade account was very strong. 
According to Stam, we were successful in winning this 
account for a number of reasons. 
One reason was our reputation for quality. Metro­
Dade employees were aware of BCBSF and wanted us 
as their carrier. In fact, the Dade County Board of County 
Commissioners originally selected another carrier but 
changed its decision after Metro-Dade employees made 
it clear they wanted BCBSF. 
Another reason we were successful in obtaining the 
account was our experience in managed care. Not only 
is BCBSF experienced in handling large groups, we also 
were the only company competing for the account that 
had a POS HMO product in place with large groups. We 
also were the only company able to 
offer Metro-Dade access to both 
( continued) 
outside the network," says Stam. "The fact that Metro­
Dade selected us to help them transition their employ­
ees to managed care says a lot about our company." 
And finally, our regional presence was considered 
an important factor in our selection. The fact that Metro­
Dade employees would be serviced locally was definitely 
in our favor especially since we were competing against 
other local companies. 
Impact of Metro-Dade contract 
The Metro-Dade account will significantly boost 
enrollment in the Southern Region and is expected to 
give us a stronger, more dominant presence in the market. 
Additionally, acquisition of this major account is already 
yielding other benefits as well. 
"Winning the Metro-Dade account allows us to 
build on our presence and attract 
comprehensive HMO and traditional 
provider networks. Our traditional 
network, which covers 75 percent of 
physicians and 99 percent of hospitals 
in the area, offers Metro-Dade 
employees some protection against 
out-of-pocket expenses when they go 
outside the HMO network. Employees 
who go to providers in our traditional 
network will only pay a 20 percent 
coinsurance of our negotiated fees, 
and they can't be billed for the differ­
ence between our allowed amount 
and providers' actual charges. These 
"The fact that Metro-
other significant group customers," 
says Stam. "Some companies think 
that since the county went through 
such a rigorous process and selected 
us, we're the best company for their 
employees as well." 
Dade selected us to 
help them transition 
their employees 
Landing such a large account also 
helps boost our provider network 
development efforts. Servicing such a 
large group is attractive to providers 
and, helps us recruit additional 
providers to our network. 
to managed care 
says a lot about 
our company." Perhaps most important, how­ever, is the impact the contract will 
providers also file claims on behalf of the members. 
"We were able to offer them the best of both worlds 
- the benefits of an HMO with the freedom to go 
have right here at BCBSF. "This 
whole effort shows that when we pool our resources 
and focus on a common goal we can be very success­
ful," says Stam. 
Fraud and abuse training pays off 
Thirteen hundred Government Programs employees attended fraud and abuse training during August and 
September, and that training is already 
paying off. Employees who 
attended the training 
sessions have already 
made four major fraud and 
abuse referrals. 
"It's estimated that 
care fraud and 
abuse costs the 
program 10 to 




making it a 
very serious problem," says Betty Kennard, director of 
Medicare Part B Payment Safeguards. "The purpose of 
the training is to help employees 
identify fraudulent activity when they 
see it." 
The Health Care Financing 
Administration requires that all 
Medicare employees be trained about 
fraud and abuse. BCBSF held its first 
fraud and abuse training sessions last 
year. The training was so well received, 
that this year's training was improved 
and expanded. 
and teams of GPO employees got some hands-on 
experience as they tried to determine if fraud had 
occurred. At the conclusion of the session, the employ­
ees were "deputized" as fraud detectives and encour­
aged to look for fraud and abuse as they performed 
their work. 
BCBSF' s Medicare Part B Fraud Branch, which was 
formed three years ago, is ranked as one of the top five 
branches in the country in terms of the amount of its 
anti-fraud recoveries. In addition to assisting with 
employee training, the unit has an aggressive outreach 
program to teach seniors how to protect themselves 
against current Medicare scams. 
Their anti-fraud efforts have been very successful. 
During the last fiscal year, the Medicare Part B Fraud 
Branch investigated more than 16,000 fraud complaints, 
uncovered $25.5 million in fraud and referred 64 cases 
to the Office of the Inspector General (OIG) for poten­
tial prosecution. 
Participants in the seminars 
learned about standard operating 
procedures for Medicare Parts A and 
B, what constitutes fraud, some of the 
common Medicare scams, how 
employees can recognize fraud and 
what they should do when they 
suspect fraud and abuse. Skits 
depicting possible fraud were staged 
After observing a possible fraud scenario depicted in skits, GPO employees got 

























































































Strategic facilities planning underway 
S
ince mid-1990, a strategic facilities planning initiative 
has been underway to anticipate BCBSF' s facility 
needs beginning in 1997 and to determine how we can 
best use our existing facilities. As part of the initiative, 
we are conducting extensive financial analyses to 
identify and evaluate a number of options including: 
continuing advantageous lease arrangements, the 
effective design of existing facilities, and construction 
of new facilities. 
within the next six months. At that time, we will decide 
whether to purchase the property or investigate one of 
the remaining two sites. A decision to purchase prop­
erty, however, doesn't mean we will construct a new 
facility. But it gives us the option of construction on 
Profile interviewed Bob Cooper, director of Strategic 
Facilities Planning, about the initiative. The following 
are excerpts from that interview. 
a preferred property in Jacksonville at a time when 
such properties are becoming more scarce. Should we 
decide against immediate construction, we could sell 
the property or hold on to it to give us the future 
option of building. 
Q: If a decision is made to build, when do you see potential 
occupancy of a new facility? 
Q: What is the current status of the strategic facilities 
planning initiative? 
A: At this time, we are unsure how several factors 
and variables could affect the magnitude of our future 
workforce, therefore, all of our work to date has required 
significant flexibility. Some of these factors include health 
care reform, our reengineering efforts, sales results, and 
product features/ development, among others. To date, 
we have not committed to building a facility nor have· 
we decided to acquire a specific property. 
A: Again, we haven't made a decision to purchase 
property or construct at this time. However, if such a 
decision is made, the earliest possible occupancy date is 
the second quarter of 1997. But this could be delayed 
pending the impact of several internal business initia­
tives and industry factors. 
Q: Can you tell us where the sites are located? 
Q: If we haven't decided to acquire property, why does the 
news media continue to speculate and report BCBSF as a 
mystery purchaser of business real estate? 
A: We can't reveal that information yet because 
negotiations are ongoing and the final review is not yet 
complete. In addition, our selection of a preferred site 
may change as more information becomes available. 
Q: Will all operations be located in one place? 
A: Part of our studies include identifying three 
sites for possible development. We are in the process 
of evaluating our preferred site. This process involves 
assessing the site to determine its suitability and 
includes geotechnical studies to determine if soil 
conditions will support construction, an analysis of 
water drainage and retention, and review of specific 
city and state regulations. Action on the two additional 
sites is on hold pending the outcome of the review on 
the preferred site. Our analyses should be completed 
A: We are currently exploring a multiple site sce­
nario. Under this scenario, we will retain ownership and 
occupancy of the Home Office Complex on Riverside 
Avenue, continue with some of our leases and consoli­
date a portion of our business in a new facility. 
Q: How many employees would be located in each area? 
A: In round numbers we would anticipate that 3,000 
employees would be located at the new facility, 2,000 
would remain at the HOC while 700 to 900 would 
remain in leased facilities. 
Scholarship winners announced 
Four outstanding students, who are sons and daughters of BCBSF employees, are getting a little help with college tuition as 
recipients of the 1994 John W. Herbert and Hilary A. Schroder 
Scholarships. The $12,000 scholarships - named in honor of two 
past presidents of BCBSF - are awarded annually to students 
who demonstrate high academic achievement and exemplary 
community involvement. 
Recipients of the John W. Herbert Scholarship are Christine 
Kumer and Shamim Peerani. Robert Ravago and Victor Rivera 
were awarded the Hilary A. Schroder Scholarship. 
Christine Kumer is a sophomore at the University of North 
Florida majoring in elementary education. Her father, Frank 
Kumer, is a maintenance technician in our Facilities and Office 
Services Division. He has worked at BCBSF for 10 years. Christine 
is listed in the Who's Who of American High School students and 
was a member of the National Honor Society. She also served as 
president of Students Against the Madness of Drugs and Alcohol. 
Shamim Peerani is a freshman at the University of North 
Florida who plans to study psychology. Her father, Ismail Peerani, 
is an auditor in Medicare A Appeals who has been employed with 
BCBSF for 15 years. Shamim received honors in French, American 
history and anatomy. She also was a peer leader to new students 
and volunteered at a retirement home and a hospital. 
Robert Ravago, a sophomore at the University of Florida, is 
majoring in psychology and plans to become a physician. His 
mother, Nelia Ravago, has worked at BCBSF for five years. She is a 
data entry operator in FCHA Operations. Robert received the 
Mandarin Rotary Citizenship Award and the Superintendent's 
Gold Certificate and was a Florida Academic Scholar. 
Victor Rivera, a freshman at the University of Florida, is 
studying pre-medicine and plans to become a physician. Victor 's 
mother, Milagros Rivera, works in the Customer Service 
Department in Orlando, and has been with BCBSF for five years. 
Victor was a senior class representative for the Student 
Government Association. He also was involved in music and 
football, and was named a high school scholar athlete. 
The scholarship program is designed for college-age children 
of BCBSF employees. For more information, contact Organization 
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Food Bank thanks BCBSF employees 
for their generosity 
BCBSF employees in Jacksonville donated a total of 
22,462 during the Second Annual Freedom from 
Hunger Food Drive to benefit the Second Harvest Food 
Bank of Northeast Florida, surpassing our goal of 
collecting 20,000 pounds of food. 
"The BCBSF food drive was just tremendous," says 
Bob Branning, director of Community Relations for the 
Second Harvest Food Bank. "Our supplies were very 
low, but the BCBSF donation gives us a three-and-a-half 
month supply of food and will allow us to provide about 
14,700 meals to Jacksonville's hungry." 
To generate enthusiasm for the drive, many areas 
developed their own contests or challenges. For 
example, Bill Simek, director, Senior Markets, agreed to 
ride his stationary bike one mile for every 10 pounds of 
food donated. The challenge was apparently irresistible 
and created a challenge among the staff of Senior 
Markets, Under 65 Marketing and Advertising/Creative 
Services. The result was a donation of more than 3,000 
pounds of food. After Simek rode 300 miles on his bike, 
the group celebrated with pizza. 
Branning notes that donations to food drives, which 
are high in the fall and over the holidays, are tradition­
ally low in the summer. "But people are hungry in July 
and August too," he explains. "This generous donation 
help a lot of people." 
How the Employee Assistance Program 
can help you 
The new Blue Cross and Blue Shield of Florida Employee Assistance Program (EAP), which went 
into effect July 1, is designed to help all employees and 
their families deal with personal problems both large 
and small. The EAP is not just for crisis situations. It's 
also for the type of problems that we all face now and 
then. Here are some of the types of problems the EAP 
can help you with: 
1. Interpersonal conflicts on or off the job 
2. Time and money management 
issues 
3. Decision making or problem 
solving 
4. Problems with children 
5. Aging parents 
6. Stress 
7. Depression 
8. Being a victim of violence 
9. Eating problems 
... .. 
10. A lack of assertiveness 
11. Excessive gambling 
12. Fatigue 
13. The death of a friend or relative 
14. Excessive drinking or drug use 
15. An alcoholic family member 
16. Loneliness 
17. Marital or relationship problems 
18. Illness or injury 
19. Separation or divorce 
20. Lack of job satisfaction 
Remember, everyone experiences 
personal difficulties during their 
lifetimes. However, sometimes the little 
problems turn into big problems if they 
are not addressed. To get help, simply 
call 1-800-462-1816 to arrange an 
appointment with a counselor near you. 
The program is confidential and free. 
.. .. 
i,, ii 
Planning requires much study (continuedfrompage3) 
Q: How will employees be affected by these changes? 
A: The impact on employees has been an important 
factor in our evaluation process. We conducted an 
extensive analysis of where employees live in relation to 
where they work. Based on new roads that are under 
construction, we expect the impact on employees to be 
minimal with some having slightly longer commutes 
and others having shorter commutes. In any case in 
which a change or development could affect employees, 
we are committed to communicating relevant informa­
tion to employees first. 
Q: I understand that there is more to strategic facilities 
planning than possible construction of a new building? 
A: That's true. Our planning process has to support 
our corporate strategies, such as our Human Resources 
strategy to recruit and retain quality employees, financial 
strategies to reduce administrative expenses, and 
enhanced operational and organizational effectiveness. 
That's why we're also looking at our lease options and the 
future design of both our leased and owned facilities. For 
example, if a group of employees needs to be formed to 
address an important business issue in a timely manner 
without disruption, we need to be flexible enough to set 
up working space for this group. To ensure we have this 
immediate flexibility, our planning process involves 
negotiating favorable leases and agreeing in advance on 
contingency arrangements to make sure this is possible. 
Q: How was the facility planning project established? 
A: We did benchmarking with 20 corporations to 
develop "lessons learned" by firms that experienced the 
planning and construction of a new facility, to identify 
critical success factors for strategic facilities planning, 
and to develop specific objectives. The facility objectives 
we developed include: flexibility, marketability, and 
design of the workplace from the inside out. We believe 
this process will increase our ability to meet employee 
needs in the most effective manner. In addition, we have 
contracted with the University of Florida's College of 
Architecture, the architectural firm of Spillis Candela & 
Partners of Coral Gables, and real estate brokerage firm 
Carter and Associates to assist us with this process. 
Q: How many people are involved in the initiative? 
A: We have sought input from senior management 
as well as from employees representing areas through­
out the company. A steering committee, whose members 
include Mike Cascone, Tony Favino, George Cassady 
and John Kennett, has provided direction and guidance 
throughout the project. In addition, sub work-groups of 
various functional areas - including Human Resources, 
Finance, PBO, Marketing, Government Programs, 
Systems, Legal, Facilities, Health Care Services and 
Public Relations - have also been working on specific 
issues for the past 36 months. 
Q: How will you keep employees informed? 
A: We think it's important to let our employees 
know how this process is progressing. Our first commit­
ment is communicating developments to employees. 
Should we decide on a potential site, we will negotiate 
the most favorable terms and then inform employees, 
followed by the timely release of public statements. 
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